
THE ASK

Redesign D.com homepage

• Should represent all of DFS as the fully realized ‘storefront’
• Intelligent & relevant messaging that’s customer focused.

JOURNEY MAPPING
EXERCISE



WHY DO WE JOURNEY MAP?

Understand the entire 
experience, not just 
Discover’s current part in it

Uncover opportunities based 
on real user needs and 
expectations

Kickstart immediate effort to 
improve current travel 
notification experience

Identify and prioritize pain 
points, emotions, and gaps in 

the experience

Utilize map as a visual tool to 
align with our users



HOW WE DID IT

45 minute sessions participants, recently traveled 
or currently planning travel

Travel Phase
60% male

Payments

Planning Phase Returning Phase
40% female

THE METHOD THE PARTICIPANTS

15

Ages 23-45
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TRAVELER ARCHETYPES

Less planning

Often less experienced

Enjoys moments of spontaneity

Wants to “live like a local”

Less budget conscious

Heavy planning

Traveled internationally multiple times

Culturally sensitive

Enjoys more “touristy” activities

Likely to have a budget

THE CAREFREE EXPLORER THE SEASONED PLANNER



QUICK STATS

called credit card 
company to notify 

of travel

85% 85%77%

mentioned past 
negative 

experiences using 
credit cards during 

travel

changed spending 
behavior after 

returning from trip

are aware of 
foreign transaction 

fees

93%
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THE MAP



INTERVIEW SESSIONS



MAPPING IT OUT
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INSIGHTS &
OPPORTUNITIES



PHASE: MAKE IT REAL



PHASE: TAKE A BREAK



PHASE: CREATE A PLAN / LET’S GET READY



PHASE: SEE THE WORLD



PHASE: SEE THE WORLD



PHASE: SEE THE WORLD



PHASE: BACK TO REALITY



NEXT STEP: COMPILE RESOURCES


